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PROV1SIO\T\G

Function:

Scr\ ICC I)UJllfy \kJjurements
Regional Performance Reports

Held Orders

\leasurement
O\er\le'.'.

\leasurement
\ 1ethodolog:

! Wnen delays occur In completing CLEC ,'rders, the J\erage period that eLEe order;

I
, are held for BST reasons, pending a dela\d completion. should be no '.'.orse for the

CLEC '.'.hen compared to BST delayed orders
I I \lean Held Order lnter\al ' _ I Reporwlg Penod Close Date - Committed Order Dl,;c

Datei ("umber of Orders Pending and flu The Committed Due Date) for ail'Jrders
:Jc;,Jlng and p~st the commitld Jue delte

ThiS metrIC IS computed at the close ofeelch report penod The held order Intenalls
I established b: tirst Identifying all orders at the close of the reportmg tnter\al. that both
I ha\e not been reported as "completed" \ la a \alid completlOn notice and ha\e passed

the currently "committed completion date" for the order For each such order the
number of calendar day s betv.een the committed completion date and the close of the
reporting penod IS established and represents the held order interval for that particular
order The held order tnter\'a) IS accumulated by the standard groupings. un less
otheNise noted. and the reason for the order being held. If identified The total number
of days accumulated In a category IS then dl\lded by the number of held orders Within
the same category to produce the mean held order Interval.

: Held Order DisrnbutlOn [nter\als

(4 of Orders Held for;: qo da:s) (Total ':i of Orders Pending But Not Completed) X
100

(:: of Orders Held for;: 1) day s) (Total ':i of Orders Pending But )\;ot Completed) X
100

This "percentage orders held" measure IS complementary to the held order mter\al but
is deSigned to reflect orders continUing in a "non-completed" state for an extended
period of time, Computation of thiS metnc utilizes a subset of the data accumulated for
the ··held order interval" measure All orders. for which the "held order inter\a'" equals
or e.xceeds 90 or IS da: s are counted. un less otherwise noted as an exclUSIOn The total
number of pending and past due orders are counted (as was done for the held order
Inter\a\) and di\ Ided into the count of orders held past 90 or 1) da:s,

Definttion Average time orders continue In a "non-complete'· state for an extended
period of time.

Methodology:
• Mechanized metric from ordering system.
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Scr\ ICc Quailt:, \kasurements
Regional PerformanCe Reports

PROVISI01"I~G

Reporting Dimensions ExcluJd SituatIOnS

• CLEC Specific • \n\ \)rder canceled b: the CLEC,I !i be

• CLEC Aggregate ~\cJuJd from thl:' measuremenr
1

• BST -\ggregate • C>rJe:s helJ for CLEC end uSer re:lsons,

• Stare ,md RegIOnal Le\ d • (mjers held ~'or SST end user reasons

• (JrJer-\Ctl\lt:es ofBST associated \\![h
!

i Internal or admlnlsrratl\e use of local ,er, Ice,
Data Retained Relatln" to CLEC E\pen.:nce ! Data Retained Relating to BST Performance

• Report \1onth ! • Repon \lonth

• CLEC Order ',"umber I • \\erage Held Order Int':f\al
Order SubmiSSion Date I • Standard Error for the -\, erage Held {!rder• I

• Comm med Due Date Inter\J1
i

• Service T:pe i • Ser\lc,: T:pe

• Hold Reason I • Hold Reason

• State and Region • State and RegIOn

Held Order Interval Distribution and ~ean Intenal
1 Q'--l(\ Da\5 '3lY>=i~Da"''i J<)..-·=-~G Da\s \1em Ln~er. JI

F.l':,:I'.:es I Eou" (1t~er 1="ac ' '.10 E';'..llr '~~~'it~ F1C' ~,e5 Eo"" -)1~.e· :-h es t:;:l.;:' , '''e'

:"0Cal In!erconl1ectlon I i
Trunks X X X X X X

l.'iE 'on DeSign X X X X X \ X X -\

','-SE Desl>!t1 .\ X " " .\ .\ X "
Resale · ReSidence X " .\ X X .\ X " "
Resale · BUSiness .\ \ \ X X .\ \ \ \

Resale · Desl~rn .\ .\ X X X .\ \

L',;E· Loops'" LSP' .\ \ X X X .\ .\ ,
BST ReSIdence " X .\ .\

I
.\

I
.\ .\

BST BuslOes> X I \ X X .\ .\ I \ \ \

'',"ote: Currentl: cannot separatel;. identif;. L~E Loop V.ltr. L',"P orders. Inc luded v. lth L'\E Desl~n or I '\E
'\.ion DeSign based on how ordered by the CLEC
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Page 15

DefinItion \1easures the qual it: of completed orders

\-1ethodologj': Current report based on statistical sample

Percent \1lssed [nstaliatlon\ppOintmen:s IS the percentage of total orders processed t','r
\.\-hlch BST notitles the CLEC that the "orf... \\111 not be completed as commJt1ed on the
orlgmal FOC

_' Percent Order Accurac: = ( := Orders Completed W 0 error) (= Orders Comp\eted I

X 100

\1ethodology
'v1echanlzed metric from ordering and maintenance s:stems

2. °0 Provlslonmg Troubles "'-Ithm 30 da:s of Installation =:= (All Troubles on
Sen Ices Installed c. 30 da:s In a calendar month) (All Installations In same calendar
month! X 100

DefinItion Percent of orders \.\- here completions are not done b~ due date on order
confirmation \Iisses due to CLEC End L'ser Reasons or BST End L'ser Reasons are
exc luded

Installatlon Timeliness. Qua11t: & Accurac:

S~I"\-Ice Qua.w, \ k J~urer71~n [~

RegIOnal Performance R"ports

DefinitJOn \1easures the accurac: and completeness of BST pro\ lSlonlng sel"\-Ice bl,
comparing what was ordered and "'-hat ""as completed.

\Iethodolog: .
• \fechanized metric from ordering s\ stem

The "percent mlss~d ;nstallatlon appointments" measure mOnitors [h~ rei:abli:t\ of SST
commitments \\ Ith resp~ct to committed Jue dates to Jssur~ that CLEC ~ can rellaoh
quote expected due dates to th"lr eeta1l Cu,,[omer as compared to SST Percent
Pro\ ISlonlng Troub;~s \\ Ithln ~O da\ s '';1 Installatlor, meJsures the -luJllt"1, e)f In"lJII.Hlt'n
actl\ltles and Percent Ord~r\ccurac'o rnea~ures l~e Jccuracl, \\Ith \\hlch ,er'olces
ordered Q\ the CLECs \\ere pro\ [ded
1 Percent \llssed InstallatIOn \pQolntrents _ i"umb~r olOrde,s missed In

I Reporting Period I I ".;umber of Orders I ',Jnr,pleted In Reporting Period) \. \no
i

I

\Ieasurem<.:nt
\ lethodo log~

Function

PROVISIONING

\1easurement
O~ er. le\\



SerVILe I)U.1II[\ \k-,~r-:r~e;,t)

Regional Perfomun,e Reports

PROVISIO~ISG

Reporting DimenSions I Excluded Situations

• CLEC Specific 1 • (LEC End L,cr Reasons

• CLEC ..i.ggregate • R" fEnd Lsa Re3sons

• BST Aggregate

• Stale 3nd RegIOnal Le\el
Data Ret31ned RelatIng to CLEC Experience Data RdJlned Relating to BST Performance

• Re;:'\'r1 \k,;,th • Repc';T \1<'-mh

• CLEe Order '-umber • F~S r Orjer '-umber

• Order SubmiSSion Date • lirder SubmiSSion Date

• Order SubmiSSion Time • IlrJer Subrn 'ssion Time

• Status T: pe • "law' f:. pe

• Status "alice Date • "tatus '<at Ice Date

• Status "ollCe Time • "tatus "atlce Time

• Standard Order Act!\'t) • Standard Order Actl\ it)

• State and RegIon Level
i •

Stale and RegIOn Level

Percent '\1issed Installation Appointments
Dispalch '0- DI ~pa(ctl :-»~~Jt(n

I
'(1_ Df 5pafch T.)/al

Onl\

~ ckts . S c il;~S ~ ~l...rs ..,." ':~IS "':"'lS ddj ':1\ :5 i .• ,,, 'k:s

~..xaj {nterc~mnec:1(::n I

I I
I

I "Trunks I
L'NE Sun Desl.'" !

I

\ " " X
I

I
i

! "E Desl~ \ " I " "I
Resale - ReSidence " X X X

Resale - BUSiness " X " "
Resal e - De" gn " X X X

L'NE - Loops ... L:-'l'" X X X "BST ReSidence X " " X

BST B~,,"ess " " X \

Percent Pro\isioning Troubles within 30 dan of Installation-
Dispatcn \.;,>O!5paICh LralOn,'

L.~l lnterc,:mnecton X
TrunKS

L"NE Son DeSign " "
U"IE DeSign X .\

Resale - ReSIdence X

I
"

Resale - BUSIness X .\

Res.aJe - DeSIgn X "
L'NE . Loops ...,iN]>"

BST Resldenc. X .\

BST BuslOess X X

°Note Currently cannot separately identify lr.'iE Loop ",ith LNP orders. Included with L'NE Design or l"'JE
'\Ion DeSIgn based on how ordered by the (LEe
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\1Al~TE'-:,-\~CE & REP-\IR (\1RI

S~r. IC~ Quallt; \leJ,ur~me~1t)

RegIOnal Performance Reports

Function. Customer Trouble Report Rate

\1easurement i ThiS measure can be used to ~stabl'l"h that (LECs are not competltl\el: JlsaJ\antaged.
0\ er. \e\~ I compared to 8ST. as a result of e\perlercng more r-requent InCidents of trouble rep'_'r1S

\l~asllrement
j \ Cllstom~r Trouble Repcm Rate = Count of [nlt:al and Repeat~d Troubk Repor1S In

\1ethodl1 log: the Curr~nt Period) (" um ber 0 f "er\ Ie ~ A(cess Lines In Ser. Ice at Enj of th~ Report
i Period) \ 100 'ate Local [nter(\lnr,~~tlon Trunks are report~d onl\ as total troubles

f'lt: (rt:C;.cer.c\ of trouble mt:tflc IS ~umruted b: accumulating the tc!tJi 'lumber ot

i malnt~nance t1Ck~ts logged b: a CLEC '\\ Ith BST) during the reporting period fhe

I resulting number ot- tickets IS dl\ :dd b\ the total number of "sen Ice ac(ess IIr:es'
e\lsting for the CLEC at the end of the 'eport period

Definition Initial and repeated (ustomer direct or referred troubles reported \\ Ithln a
cakndar month \~here cause IS In the nemork I not customer premises equipment. inslJ~

\~ Ire. or camer equipment) per 100 lines CirCUits In service.

\(ethodolog:' \(echanlzed metric trouble reports and lines in service caprured 10

I maintenance databaset s1.

Reporting DimenSions Exc luded Situations:

• CLEC Specific • Trouble tickets canceled at the CLEC request

• CLEC Aggregate • SST trouble reports associated v. ith

• BST Aggregate administrative service

• State and Regional Level • Instances ~here the CLEC or BST customer
requests a ticket be "held open" for monitoring

Data Retained Relatlng to CLEC Experience: Data Retained Relating to BST Performance

• Report \lonth • Report Month

• CLEC Ticket Number • SST Ticket ~umber

• Ticket SubmiSSIOn Date • Ticket Submission Date

• Ticket SubmIssion Time • flcket SubmiSSion Time

• Ticket CompletIOn Time • Ticket CompletIOn Time

• Ticket Completion Date • Ticket CompletlOn Date

• SerYlce T:pe • Service Type

• Disposition and Cause • DispOSition and Cause

• State and Region Level • State and RegIOn Level

Page I"'
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Regional Perfom1Jncc Reports

i

B~T

\1Al~TE'.;A\;(E & REP.\.IR \\IR)

'.;ote" \1amtenance data for L'.E Loop and L\;P combnatlons cannot be produced because the: are tracked
separately. WFA (Loop) and LMOS lL~P) respectl\el:

Customer Trouble Report Rate

Function Missed Repair Appointments
Measurement 'A-nen this measure IS collected for SST and CLEC and then compared. It can be used to
O\ervle~ establish that CLECs are receiving equall: reliable (as compared to SST oper:1l10ns)

estimates of the time required to complete ser. Ice repairs.
Measurement '1 Percentage of Missed Repair Appointments =(Count of Customer Troubles '.;ot
Methodology· Resolved by the Quoted Resolution Time and Date) (Count of Customer Trouble

Tickets Closed) X !00

Defin ItlOn Percent of trouble repor1S not cleared by date and time comm med.
AppOintment Inter.als var;. ~ Ith force a\ al1abilir: In the POTS en\ ironment SpeCials
and Trunk Intervals are standard interv ai appointments of no greater than 2-1 hours

\1ethodology Mechanized metric from maintenance database! s)

ReportIng Dimensions: Exc luded Situations:

• CLEC Spectfic I • Trouble tickets canceled at the CLEC request

• CLEC Aggregate • SST trouble reports associated with

• SST Aggregate I· adm lnlstrative service

• State and Regional Level Instances ~here the (LEC or SST customer
requests a ticket be ··held open" for monitoring

Data Retained Relating to CLEC Experience I Data Retained Relating to SST Performance:

• Report Month • Report \10nth

• CLEC Ticket Number • SST Ticket ~umber

• Ticket Submission Date • Ticket SubmIssion Date

• Ticket Submission Time • Ticket Submission Time
• Ticket Completion Time • Ticket Completion Time
• Ticket Completion Date • Ticket CompletIOn Date
• Service Type • Service Type

• Disposition and Cause • Dlsposinon and Cause

• State and Region Level • State and Region Level

Page i 8
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3 Out of ServIce > 2~ Hours = (Total Troubles > 2~ Hours) (Total Troubles) X 100

5. Maintenance Average Duration =(Total Duration Time) (Total Troubles)

\-1ethodology: Mechanized metric from maintenance database(s).

Quality of RepaIr &: Time to Restore

~. Percent Repeat Troubles '.'.Ithin 30 Days = (Total Repeated Trouble Reports \~Ithln

JO Days) (Total Troubles) X 100

ThIs measure. when collected for both the CLEC and SST and compared. mon Itors that
CLEC maintenance requests are cleared comparably to SST maIntenance requests

For Percent Repeat Trouble Reports '.'.lthin JO Days: Trouble reports on the same
line.'clrcuit as a previous trouble report Within the last JO calendar days as a percent of
total troubles reported.

Definition For Out of Service Troubles (no dial tone. cannot be called or cannot ca[1
oull the percentage of troubles cleared in excess of 2~ hours.

For Average Duration Average time from receipt of a trouble until trouble is status
cleared

Retall Business

SST

\1issed Repair Appointments

Sen ICc Quallr;. \kJ:,ur::men:s
Regional Perfonnance Reports

FunctIOn:

Measurement
Methodology

\lAI"1E'-<A"CE &: REPAIR l\lRJ

Note· Maintenance data for L~E Loop and L?\P combinatIons cannot be produced because they are trac\..ed
separately. WFA (Loop) and L\10S (L?\P) respectively

'iote··: Customer Trouble Reports related to Interconnection Trunks and Design services are not given
appointments. but are handled on a prlOrir;. first In. first out basis.

Measurement
Overview:



Sen-Ice Qualit, \kJ,urc:me:nts
Regional Perfom1ance Reports

\-lAl'.;TE'\-\'';(E &: REP:\IR I \lRl

Reporting Dimensions i E\~iuded SituatIOns

• CLEC Specltic i • frouble tickets (ance:lc:d at the CLEC reque:st

• CLEC -\ggregate • BS I trouble rc:p,Jrts aSSI)~!atc:d \, Ith

• BST Aggregate Idm'nlstrative: ser.l(e

• State Jnd Re"I\)nal Lc\c:1 • In'lan(e:s "hc:re: the CLEC or 8S I cu,turne:r

i ~e:'-lue:sts a ticket be "held open" for mont,mng
Data Retamed Relatmg to CLEC Experience Data Retained Relating to BST Performance:

• Report \-1onth • Re:port \-1onth

• Total Tickets • lotal Troubles

• CLEC Ticket ~umber • Perce:r.tage of Customer Troubles Out of

• Ticket SubmISSion Date Ser.lce '> 2-1 Hours

• Ticket Submission Time • Total and Percent Re:peat Trouble Re:ports \, lth

• Ticket Completion Time :;0 Days

• Ticket CompletIOn Date • Total Duration Time

• Total DuratIOn Time • Serv Ice Ty pe

• Semce Type • Disposition and Cause

• DISpOSItion and Cause • State and RegIon level

• State and Region Level i

Out of Sen-'ice more than 2~ Hours
DISpatch 'i\..! Dispatch TOlal

Lo.;aJ lnterconnecllon frunl..s·"

Resaie Resldenc!:: X '( X

Resale Busmess X '( X

Resale Desl ~"T1
..

L'iE Desl¥TJ

L...... E '<en DeSign X X X
i

LSE L00P; '~ L."p' I ,
BST

Local Interconnect10n Trunks·'

R~tali ReSIdence X X X

RelaJ I Bus,ness X '( '(

Retail IXslg;n"

Sote· \I1aintenance data for ONE Loop and LNP combinations cannot be produced because the;. are trelCked
separately. \VFA (Loop) and LMOS (LNP) respectIVely

Note··' Customer Trouble Reports related to InterconnectIOn Trunks and DeSign Services are all conSidered as
out of service and are handled on a priority first In. first out basis, A more appropriate measurement
for these services IS "Maintenance Average Duration"
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')C:;\ 1(-: ')UJ::t:- \k~,c;'-:me,,[)

Regional Performaf'ce ReportS

MAINTENANCE & REPAIR (\'lR)

Percent Repeat Trouble within 30 Da~s

"

L,_'CJi lnterc,.'nneci"f' r:'"'dnk.~·· !
I

ResJI~ ~e~;~~"...:e \

" ! :- ';Ji

-1
I
I
I \

BST

RelOd Residence

R<~aJl Business

\

\

x

x

x

\

\

\

\

:\1aintenance A"erage Duration
DISpatch ..... (1 01,;patch Total

L....xaJ ImerconneCllGn frunks X

Resale Residence X \ X ;-

Resale Business X \ \

Resale D<:Slgn X \ X

L''if DeSign X \ X

L"if '<on D«'I;n \ \ X

L"if Lvops '" L,<P'

BST

Lo<ai Inlercon~ec:1. n Tn.n~5 \

R~laJi ResIdence X \ \

Ret;}] I Business X \ \

Retail Des'!;" X X X

Note- \,lamtenance data for UNE Loop and LNP combinations cannot be produced because the: are tracked
separately. \VfA (Loop) and LMOS (LNP) respeCtlvel:,

Note" Current WFA design does not support repeated trouble report trackIng,

Page 2\



\-1-\I'iTE"..;.\ "..;CE &: REP;fR I'vtR)

Average AnH~er Time - Repair Centers
Average Answer Time \10nth In Seconds

BUSiness Repair Center I ReSidence Repair Center I L~E Center

I Region Total X I X ! X

Page 22

'vtethodology Mechanized repons from OSSs

lOSS Response Interval = Access Times in Increments of Less Than or Equal to 4
Seconds. Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal to 10 Seconds, Greater Than 10 Seconds. or Greater Than 30 Seconds

\lfethodology Mechanized repons from OSSs.

5cr\ ICC <IUJi.(~. \l::JSu:~~~~i.)

Regional PerfOrllJnCe Reports

2. OSS Interface Availability = (Actual A,adabilir;. ):(Scheduled AvailabiiIt;. ) X 100

OSS Response Interval

Definition Response Intervals are determined bJ subtracting the time a request is
subm It1ed from the time the response IS recel\ ed. Percentages of requests fal ling Into
the categories listed above are reponed. along \\ jth the actual num ber of requests fall mg
Into those categories. This measure demonstrates that the response times for accessing
legacy data needed for maintenance &: repair functions are comparable for the CL EC
and BST Interfaces

• ThiS measure IS deSigned to monitor the time reqUired for the CLEC Interface
s~stem to obtain from SST's legac:. s~stems the informatIon required to handle
maintenance and repair functions Companson to BST results allow conclusions as
to whether an equal opportunlt;. eXists for the CLEC to dell,er comparable
customer service. This measure also addresses the availabillr;. of the OSS Interface
for repair and maintenance

Definition: This measure shows the percentage of time the OSS mterface IS actually
available compared to scheduled availabdir;. Avadabdir;. percentages for the CLEC
and BST interface systems and for legac~ systems accessed by them are captured

Measurement
'vtethodologJ

Function.
'vteasurement
Overview·

Function I A,erage Answer Time· Rep:m Centers

'v1easurement ! • This measure supports monltorng [nat BSTs handling of support center cai,) fr,'m

Overview I CLEes IS at least In pam;. \\ Itn SUpplm center calls b~ SST's retail customer

\leasurement , 6 .·\'erage Ans\\er Time for L\E Center RRC &: BRC ~ (Total [Ime 'n seconds for
i

\1ethoJoiog~

I
L·"'E Center RRC &: BRC response! ! T ltal number of calls I b\ reporting pwoJ

I

Definition ThiS measure demonstrates jrl\e:Jge response time fclr [he CLEe [0

Cl'ntJ(! J BST representatl\e

I

i \lethodolog~ \1echanlzed report from Repair (enter .;utomatlc (all Distributors



Regional Pert'onnJm:e Reports

\1AI~TE,<A~CE & REP-\IR (\1R)
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ass \1aintenance and Repair Interface Availabilitv.
ass Interface % Availability
CLEC TAFI X
SST TAFI X
LMOS Host X
MARCH X
socs X
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Function:
Vleasurement
Overview:

\1easurement
\1ethodolo2~:

Sen Ice Quallt;. \kburer:1ents
Regional Performance Reports

Invoice Accuracy & Timeliness
The accurac: of billing InVOices delivered h SST to the CLEC must prov Ide CLEe­
with the opportunIty to deliver bills at least as accurate as thOSe Jell,ered b: BST
Producing and comparing this measurement result for both the CLEC and SST allo\'.s a
determInation as to \~hether or not parity eXists
I. Invoice Accuracy = l(Total Local Sernces Billed Revenues during current
month) - (Total Adjustment Re\enues during current month-) Total Local
Sen Ices Billed Re\enues dUring current month I \ 100
PllS measure provides the percentage aCCJr:>c\ 0fthe billing In,Olees :'or a CLEe b\
dlv Idtng the di fference between the tGtai ... 1Iled revenue and total adjustment r~v en ues

b:- the total billed revenues dUring the cu:rent month

2. Invoices Timeliness =1 (Total number of billing invoices released in the currenl
month) - (Number of billing invoices released within target number of days after
the Bill Date) / (Total number of billing inVOices released in the current month)1 \
100

I This measure prOVides lhe percentage of billing lOVOlces for a CLEC released for
I delIver;. WithIn target number of da: 5 after the Bill Dale starting with the date after the

Bill Date CRIS-based lOVOlces should be delivered Within five (5) workda:s and
CASS-based InVOices should be delivered with In seven 17) calendar da: s

Objective: Measures the percentage of accuracy and timeliness of bil! ing records
delivered to CLECs In an agreed upon format

.Vfethodology: Under Development

Reporting Dimensions: Excluded Situations:

• CLEC SpeCIfic • -\nJ invoices rejected due to formatting or

• CLEC Aggregate ! (on ten! errors

• BST Aggregate I
Data Retained Relating to CLEC Experience: ! Data Retained Relating to BST Performance:

• Report \10nthl: I 'ione
• Invoice T:pe

• Resale I• Lnbundled Element Invoices (UNE)

I• Local Interconnection Trunks

Invoice Accuracy
Reported \tonth:
Invoice Tvpe:

Total Billed Revenues Total Adjustment 00 Accurac:
Revenues

CLEC A X X X

CLEe AGGREGATE X X x

BST AGGREGA TE X X X
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Ser" Ice i)ua"r', \kJoure:ne:llS
Regional Perform ance ReportS
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Usage Data Delivery Accuracy. Timeliness & Completeness

Methodology: The usage data will be mechanically transmitted to the CLEC data
processing center once daily Timeliness and completeness measures are reported on
the same report.

I, Usage Data Delivery Accuracy = (Total number of usage data packs sent
dvring current month) - (Total number of usage data packs requiring
retransmission during current month) / Total number of usage data packs sent
during current month

This measurement captures the percentage of recorded usage and recorded usage data
packets transmIned error free and 10 an agreed upon format to the appropriate CLEe as
well as a parity measurement against BST Data Packet TransmISSion.

2. Usage Data Delivery Completeness = (Total number of Recorded usage
records deliv'ered during the current month that are within thirty (30) days of
the message(usage record) create date) (Total number of Recorded usage
records delivered during the current month)

Th IS measurement pro\ Ides percentage of recorded usage data (BellSouth recorded and
usage recorded b: other carriers) processed and transmmed to the CLEC \\Ithln thlm
(30) da: s of the message (usage record \ create date A pant) measure IS also prOVided
showing completeness of BST messages processed and transmmed \Ia c"ms

The accuraC). of usage records deli"ered by BST to the CLEC must prov Ide CLECs
With the opportunl~ to deliver bills at least as accurate as those delivered b: BST
ProdUCing and comparing thIS measurement result for both the CLEC and BST allo\\s a
determination as to whether or not pant) eXists

3. Usage Data Delivery Timeliness = (Total number of usage records sent within
six(6) calendar days from initial recording/receipt) I (Total number of usage
records sent)

thiS measurement provides percentage of recorded usage data(BellSouth recorded and
usage recorded by other carriers) deli"ered to the appropriate CLEC Within SIX (61

calendar days from initial recording A parl~ measure is also provided sho\\ ing
timeliness of BST messages processed and rransmmed via CMDS

Objective: The purpose of these measurements IS to demonstrate the level of qual It)
and timeliness of processmg and transmission of both types of usage data (BellSouth
recorded and usage recorded before other carriers) to the appropriate CLEe

V1easurement
V1ethodology:

Function:

. Retail Residence

. Retad Business

Region
BST ""ggregate

Invoice Timeliness
Reported ',,10nth
Invoice T: pe

V1easurement
Onn'iew:



Scrv IC:: t)UJi1r:. \kJSJrefT'::nts
Regional Performance Reports

BILLI~G

Reporting Dimensions: I Excluded Situations:

• CLEe ..i.ggregate • '\,)ne

• CLEC Specific i
1

BST~ggregate
I

•
Data Retained Relating to CLEC E\perience: Data Retamed Relating to SST Performance:

• Rerurt \ll,nth:\ • Reror: \lonthl\
• Re.:urdT\re • ReCl,rd T\ re

• C\lOS ICentrailzed \lessage Deilver;.
S~ stem) 1I• Son-C\1DS i

Lsage Record Accuracy(Records)
Reported \1onth
Reported Month

I

Total Lsage ! Total Records
I

o 0 Accurac~

Records De Iivered I Delivered per E\1R

I Standards

CLEC A ! \ \ \

CLEC Aggregate I
\ \ \

BST Aggregate I .\ \ X
1

l'sage Records Timeliness and Completeness
Report Period.

CLEC A CLEC Aggregate SST Aggregate

Davs Total Cumulative Da\s Total CumulatlH Da\s Total Cumulatl\e
Dela\ \olume 0·0 DeJa\ Volume 0'0 Dela~ Volume 00

X X X .\ \ X .\ X X
.\ X X X \ X X X .\
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Sen. Ice QUJilr> \k1sureme~[s

Regional Perform:.1r,ce Reports

OPERATOR SERVICES TOLL .\55IST.1,.\;CE ",,'\0 DIRECTORY .i.5515T-\\;CE (Toll DAJ

Function:
'\1easu rement
OHr,iew:

\1easurement
\fethodology:

Speed to Answer Performance
The speed of ansl~ er del II ered to l-: EC ,eLll! customcrs \~ hen BST prol Ides Operator
Sen. Ices 1~lth Toll-\sslsted Calls l'r ;)ircctor. ,,"ssistance eJn behalf of the CLEe. must
be substantial I: the same 1S the ,red l'~ l:lS\\er thell SST deillers to Its ol~n retail
customers. for equllalent local 'en. ,ces fhe Selme facilities and operators are used tel

handle BST and CLEC customer cll!, ,j) "'.et: 1S Inbound call '-lueues that \~ ill not
J!ffererltlate bet\~een SST&: CLEe 'er"."

I. AHrage Speed to Ans\\er (Toll\ =
i

:::: (T otal Call ~ altin g Seconds I I T,.(J.I '~llb Sen ed I

., Percent Answered \\ithin "X" Seconds (Toll) =
Deri\ed b: con\ertmg the .-\Ierage Speed to-\ns\\er (Tolil using BellCore Statistical
Ans\\er Con\ersion Tables. to aIT'1 e lt 1 percent of calls ansl~ered In less than "X"
seconds

3. Average Speed to Answer (DAI =

:::: (Total Call Waiting Seconds) iTotal Calls Served)

4, Percent Answered within "X" Seconds lOA) =
Den\ed b: converting the A\erage Speed to Answer (DA) using ~ellCore Statistical
Answer ConversIOn Tables. to amI, e at a percent of calls ans\\ ered In less than "X"
seconds.

Definition:
Measurement of the average time In seconds calls wait before ans\\er by a Tol\ or DA
operator and the percent of Toll or DA calls that are answered In less than a
predetermined timeframe

'\1ethodology:
The Average Speed to Answer for Toll and DA IS provided today from monthl;. s:stem
measurement reports. taken from the centralized call routing S\\ itches The '"Total CJII
Waltmg Seconds' IS a sub-component of this measure. \\hlch BellSouth s;.stems
calculate by monltonng the total number of calls in queue throughout the da: multiplied
by the time (in seconds) between monltonng events. The "Total Calls Ser\ed" IS the
other sub-component of this measure. which BellSouth systems record as the total
number of calls handled b: Operator Sef\ices Toll or DA centers.

The Percent Answered wllhin "X" Seconds measure for Toll and DA IS derived by
using the BellCore Statistical Ans\\er Conversion Tables. to convert the Average Speed
to Answer measure into a percent of calls ans\\ered within "X" seconds. The BellCore
Conversion Tables are specific to the defined parameters of ",ork time. :: of operators.
max queue size and call abandonment rates. Any benchmarks for the Percent Ans\\ ered
Within "X" Seconds, either the establishment of a minImum percentage or senmg the
"X" seconds level. are driyen b: mdlYldual state Public Service CommiSSions

Current BellSouth call center switch technology and busmess operations do not prol Ide
mechanized measurements differentlatmg between human versus machine call ans\\er
processmg methods.
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REPORT OPERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE

IREPORT PERIOD XXJXXJ19XX - XXJXXJ19XX
STATE.

AVERAGE SPEED TO ANSWER % ANSWERED WITHIN ..x.. SECONDS
TOLL ASSISTANCE X % wlthm ..x.. seconds
DIRECTORY ASSISTANCE X % within "X" seconds

Page ~8

'ie:'. Ii:': ')uJi:;:. \kJ~ur::~c::::[s

Regional Performani:e Reports

Report Formats:
Separate Reports \\ III be produced for Each State In the BellSouth RegIOn

OPERA.TOR SERVICES TOLL -\SS[ST ANCE <\ND DIRECTORY A.SSISTANCE (Toll D<\)

IOperator Services: Toll & Directory Assistance

I

Reporting Dimensions: I E'(eluded Situations:I

• Toll ASSIStance \ToJ\) In Aggregate : • (.1lls .1bandoned b: i:ustomers prior to .1n5'·\er

• Director;. .1"sslstance (DA) In A~gregate h\ the SST Tailor DA operator

• State

Data Retained (On Aggregate BaSIS):

• \lonth
• Cdi] r:,pe I r"jl'r D'."

• .1"verage SpceJ of .1"n5'.\er
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FunctIon
Busln~ss

ImpllCJtlons

\1easurement
""'ethodology

S~lYlce ()UJjlt~, '1cJsure:Tl~:1ts

R~glonal Perfonnanc~ Reports

Timeliness and Accuracy
• SellSourh's goal IS to maintain 100"" Jcc~racy in the E911 database for 31! Its

CLEC resale and retail custom~rs !J;. carr::ctl;. processing all orders for E911
database updates The 911 datJbJse update process ensur::s that the CLEC's
updates are handled In parIt: \\lth SST's updates SST USeS \et\l,clrh. Data '1o\er
(1\DM) to transmit both CLEC resale Jnd SST retal! E911 updates ta SCC Ithlrd
part, Eq II database \endorl ''nce ;,er Ja\ f,'r the entire region '.;0 pmces,mg
J:S[I~ctlOns are made ber,\cen CLEe rcCl1ri:1s and SST records The~e ilpJJ[e, Jre
processed \\ In:;..t hours

• Fac II ir;. -based CLEC E91 I pro. Iclers are res pons Ible for the accurac;. c,r their JJ[j
that IS Input Into the E911 database Facilltles-based CLEC record updates Jre
tr:msmmed b;. the CLEC dlrectl;. to SCC \\ Ithout an;. SST involvement

• \\.'hen BST retail or resale records e\penence errors in SCC's s;. stem. the errors Jre
not returned to BST for correction. Instead. SCC handles and corrects all errors
\\ Ithin :;..t hours for both CLEC resale records and BST retail records.

• BellSouth through Its E91 I th ird pam vendor prov ides accurac;. and time Iiness
measurements for SST and its CLEC resale customers [n addltlon, BellSouth
through its E911 third party vendor pro\ Ides an accuracy and timelIness report for
facilities-based CLECs.

1 E911 Timeliness =_ ('.;umber of Con finned Orders) - ("Number of Orders ml,sed in

Reporting Period) (Number of Orders Confinned In Reporting Penod) X 100

Defin mon \1easures the percentage of missed due dates of 911 database updates

Methodology
Mechan ized metric from ordering system

., E911 Accuracy = :::: (Total number of SOIR orders for E911 updates) - Total
number of Service Order Interface Records (SOIRsl With errors generated from Daily
1:'J activit;- (based on the E911 Local Exchange Carrier GUIde for Facillr;.-Sased
Providers) (Total number ofSOIR orders for E911 updates) X 100

Definition: Measures the percentage of accurate 91 1 database updates

Methodology:
Mechanized metric from ordering system

Reporting Dimensions: Excluded Situations:

• Factlity-Based CLECs (Specific/Aggregate) • Any order canceled by the CLEC
• BST Aggregate (Includes CLEC resale • Order Activities of SST associated With

customers) Internal or administrative use of local SelY1CeS

• State and Regional Level
Data Retained Relating to CLEC Experience Data Retamed Relating to BST Performance

• Report Month • Report Month
• CLEC Order Number • Error Type

• Order Submission Date • Average number of error

• Order Submission Time • Standard Order Activity

• Error Type • State and Region
• Error Notice Date

• Error Notice Time
• Standard Order Activity
• State and Region



Scr.1Cc i)UJll:> \1~.:j:::d;CrtlCn~.)

Regional PerfOll'nance Reports

EQ II

E911 Timeliness
EG 11 Tim<:!lness ", '., Ithln ~4 Hours

CLEC A \

CLEC-\GGREGATE \

BST AGGREG.-\ TE \

E911 Accuracv.
EGII Accuracy °0

CLEC A X
CLEC AGGREGA TE X
BST AGGREGA TE X
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TRL~K GROLiP PERFORMANCE

Reporting Dimensions: [\e1uded Situations:

• BST Trunk Group Aggregate • Trunk Groups for which valid traffic data

• CLEC Trunk Group Aggregate measurement unavailable

• CLEe Trunk Group Specific I

• State and Region Level
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

• Report Month • Report \1onth

• Total Trunk Groups • Total Trunk Groups

• Total Trunk Group for which data available • Total Trunk Group for which data J\aJiable

• Threshold exceptions • Threshold exceptions

• Exceptions percent of the total • Exceptions percent of the total

• State and Region Level I • State and RegIOn Level

• Exception Trunk detail
,

Exception Trunk detail! •

Interconnection Trunk Performanc~

Speclficall~ measures total number of trunk groups. number of trunk groups
measured. and the number of trunk groups \\ Ith blocking factors exceeding th~

blocking threshold in one or more hour measurement inter-als dunng the report
month

Trunk Group Sen ice Report C,cr.ralns the .,er, Ice perforTnJnce result, .'f all
final trunk groups( both BS T adm In 'stered trun!-- groups and CL EC adm In: ster~J

trunk groups) bef',\een POint of Term In Jlion( POT) and BST tandem s ur end oifces.
b~ region. b~ CLEe. CLEC Aggre~are and BST aggregate

S~r-IC~ i)U;lilt:, \kJour~rT',~~ts

Regional Performa~ce Reports

\1easured Blocking =[(Total number of Blocked CallsHToral number of
Attempted Callsl] X 100

Blocking thresholds for all trunk groups are 3%. except BST CTTG. which IS ~o,

Page 31

3. Trunk Group Service Detail: Pro\ldes detail list of all final trunk groups betv.een
POTs and BST end offices or tandems (.A.-end and Z-end for SST Local trunks)
including the actual blocking performance when blocking exceeds the measured
blocking threshold. The blocking performance Includes obser-ed blocking for a
particular Trunk Group Serial 'Jurrber(TGSN)

.,

I
I. ComparatiH Trunk Group Sen Ice Summar~: Pro\ Ides comparatl\e

measurements of number of (;un" ~r}up' e\ce~dJ11g th~ thr~shold In at least one
I

meJsur~me~r Intenal' "our) JLwr:c: the r~pllr11ng rnonth. J, ,,~l! .h [,'Iell n:J~,h~r

,'t':un!-- groups measu~_.:

i In order to ensure qual It) ser-Ice:o rhe CLEes as \,~II as prorecr the :nregrtt\ ofrhe
I BST netv,ork. BST colkcts traffic pertcrnance data on the trunk groups interconnected
i \\lth the CLECs as \\ell as all other trunl-- ~roups In the BST net\\ork

Function:

'\1easurement
"1ethodolog~:

'1easurement
O\eniew:
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Regional PertorTnJnce Reports

:t Tik \.ifl'1'5 I Tl)tal Tr\.. Crrp'5 ::: T:"\; Grp5 :- dJ; T:\o.. I. Jr:' ,

8: ..,\.:i..~U \1eJ5ured gk~l\,eJ II \1C'.l'";~d

~ Trunk Group 'Sen ice Report

TRL"'iK GROLP PERFOR\1A!"CE

I. Comparatin Trunk Group Senice Summary

CLEC 1

Region

SST Administered AL I GA I KY I LA I MS I NC I NF I SC I SF I TN I TOTAL

Total Trunk Groups x x x x x x x x x x x

Tri< Grps MeaSiProc x x x x x X X X X X x

Tot Grps > 3% observed blocking x x x x x x x x x x x

CLEC Administered

Total Trunk Groups x x ( x X X X X X X x

Trl<. Grps MeasiProc x x x x X X X X X X x

Tot Grps > 3% observed b1oCl<.ing x x x x x X X X X X x

TOTAL

Total Trunk Groups x x x x x x x x x x x

Tri< Grps Meas/Proc x x x X X X X X X X x

Tot Grps > 3% observed blocking x x x x x X X X X X X

CLEC Aggregate

Region

SST Administered AL I GA I KY I LA I MS I NC I NF I SC I SF I TN I TOTAL

Total Trunk Groups x x x x x x x x x x x

Tri< Grps MeasiProc x x x x X x x X x x x

Tot Grps > 3% observed blocking x x x x x x x x x x x

CLEC Administered

Total Trunk Groups x x x x x x x x x x x

Tri< Grps MeasiProc x x x x x x x x x x x

Tot Grps > 3% observed blocking x x x x X X X X x x x

TOTAL

Total Trunk Groups: x x x x X X X X X X x

Trk Grps MeasiProc x x x x x x x x x x x

Tot Grps > 3% observed blocking x x x x x x x x x x x

PCTl x x x x x x x x x x x

--- - -- --,.--._~ -- - - - -



Sen Ie;; ~\uJ, iI> \1eJ,urcmCr1rs

Regional Performance Reports

TRLe,,\( GROLP PERFOR\1A~CE

BeliSouth enG Trunk Group

Region

SST Administered Al I GA I KY I LA I MS I NC I NF I SC I SF I TN I TOTAL

Total T'ur~ Groups x x , , , , x x x , ,
Tn<. Grps Meas, prcc , , X , , x x , , , ,
Tot Grcs '> :~: :cse'-",e(j ~iOCK:ri'~ X , , , ( , , , , ,

I
~dependert Aamln,stered

Total Trunk Groups x x x , x x x x x x x

Tr1< Grps MeasiProc x x x • , x x X , , •
Tot Grps > 2% observed blocking x x x ( , x x x , , , I

TOTAL

Total Trunk Groups x x x ( x x x X x x •
Tr1< Grps MeaslProc x x x ( x x x x x x x

Tot Grps > 2°/, observed blocking x x x x x x x x x x x

BeliSouth local Network

Region

SST Administered Al I GI\ I KY I LA I MS I NC I NF I SC I SF I TN I TOTAL

Total Trunk Groups x x x x X x x x x x ,
Tr1< Grps MeasiProc x x x x x x x x x x ,
Tot Grps > 3% observed blOcking x x x x x x x X x x x

J. Trunk Group Service Detail

CLEC

ORDERED I I BST I CLEC
I I OBSVD I I

VAL
I

"BR ITGS... SWITCH POT DESC ~AX BLKG TKS DAYS RPTS R.'t"-S
x I \ I x I x I x I x I x I x I \ I x

BST Common Transport Trunk Group

I TGSN , TANDEM I ESD I I OBSVD I I V,oU I 'BR iORDERED OFFICE DESC ,lAX BL1I.G TKS DAYS RPTS R.\lKS
X I x I x I x I x I x [ x I \ I \ I \

BST Local Network

ORDERED' I I I I OBsvD I I VAL I ~BR

ITGSN .,-End Z-End DESC ~x BLKG TKS DAYS RPTS R.'-'1KS
X I x , x I x I x I x I x I x , x I x
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S~r. Ice QUdlJr:, \lC>.lsurements
Regional Performance Reports

TRL'\;K GROLP PERFOR'vlA'iCE

Trunking Definitions
Field ~ame Description Data Type

S\, Itch ! Identifier for the BellSouth end -\:phd~um( 1 II
I the Trunk Group I
I Part of 37 character Common !

LJr.~u}ge Location Idc>ntlfierrCLLI'
·~odc>

!

i
POT Identifier for the CLEC POint \'f \Ipha~uml ' II

TermtnatlonlPOTlofthc> Trunk
Group
Part of 37 character Common
Location Language Ident! fieri CLL11 I

code.
TA~DE'vl Identifier for the BellSouth TJndem Alpha'\; uml 1I)

end of the Trunk Group

I

Part of") 7 character Common
Language Location fdent/fierl CL L! I

code.
E'-iD OFFICE Identifier for the BellSouth End -\lphaNum( \ \)

Office of the Trunk Group
Part of 37 character Common
LocatIOn Language Identifier( CLL1)
code.

A-END Identifier for the BellSouth AlphaNum( II)
Originating. Low AIpha end of the
Trunk Group.
Part of 37 character Common
Language Location Identlfier(CLLI)
code.

Z-END Identifier for the BellSouth -\lphaNum\ 11 )
TermlOatlOg High Alpha end (If the
Trunk Group.
Part of 37 character Common
Location Language Identtfier(CLLI)
code.

DESCRPT Describes function/operation of the AlphaNum(15)
Trunk Group.
Part of 37 character Common
Language Location Identifier(CLLI)
code.

TGSN Unique trunk group identifier AlphaNum(81
(Trunk Group Serial Number)

OBSVD BLKG Blocking ratio determined from

I
\;umeric

traffic data measurement.(Total
number of calls blocked/Total
number of calls attempted)
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SerVIce Quail\; \lcasurements
RegIOnal Performance Reports

TRL'~K GROLP PERFOR!\1ANCE

Trunking Definitions (C ontmued)-
Field "lame DesCrIption Data r.\ pe

!

Tl'S I Total number or" trunKs :n ;:,\?r\ ;l:: In I '\umenc
I

J trunk group i

\'AL OJ.. 'rS f,llJI number of \ allJ jJ\, \~f '\umerlc
:neJsurement

"BR RPTS "umber of consecuI!\e monthl\ '..umenc(21
reports for \\ hIC h the trunk group
exceeded the measured bloCKtng
threshold i

R..\1KS I Cause of blocking and or re lease i ~lphaNum

plan I
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Standard Service Groupings

Scr. ice <?UJllt'. \kLurc'....,c'~:'

Regional Performance Repol1S

Appendix A Rep11rtlng S.:ope

Prt!-nrJer ()'_ld!/I,,?

• Resale ReSidence
• Resale BU'lness
• Resale SpeCial

• Locli :"kr"lf1I1C'CtlcJn frun""

• L '.E
• L'.E - L,J"c",.' L'.P

Prl)).'!S !<;"l:n,e

• L~E 'on-DeSign

• L';-';E Desl"n

• l;-';E Loops v. L"P (See note P:J.ge I ~ I

• Local [nterconnection Trunks

• Resale Res Idence

• Resale BUSiness

• Resale DeSign

• BST Trunks

• BST ReSidence Retail

• BS T Bus Iness Retail

JfaInlenance und Repair

• Local Interconnection Trunks
• L~E ~on-Deslgn

• Li\iE DeSign
• L~E Loops w L"JP<See note Page 1"7)

• Resale ReSidence
• Resale BUSIness
• BST Interconnection Trunks
• BST ReSidence Retall
• BST BUSiness Retail

Local Interconnection Trunk Group Blockage
• BST CTTG Trunk Groups
• CLEC Trunk Groups
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